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ABSTRAK 
 
  Tujuan penelitian ini adalah untuk menganalisis pengaruh complaint 
handling terhadap perceived quality, menganalisis  pengaruh product knowledge 
terhadap perceived quality, menganalisis pengaruh perceived quality terhadap niat 
beli konsumen, menganalisis pengaruh complaint handling terhadap niat beli dan 
menganalisis  pengaruh product knowledge terhadap niat beli pada Perumahan 
Pakuwon Indah di Surabaya. 
  Rancangan penelitian ini menggunakan rancangan penelitian kausal, 
karena perlu melihat satu variabel atau lebih menyebabkan atau menjadi 
determinan terhadap variabel lain. Teknik yang digunakan untuk menarik sampel 
adalah teknik purposive sampling dengan pertimbangan ciri-ciri khusus tersebut 
yang harus dimiliki sebagai syarat menjadi anggota sampel. 
 Hasil penelitian menunjukkan bahwa hasil analisis model diketahui bahwa 
model yang diuji untuk menjelaskan pengaruh complaint handling, product 
knowledge dan perceived quality terhadap niat beli memiliki kekuatan prediktif 
yang memadai, dalam arti nilai prediksi yang dihasilkan tidak berbeda nyata 
dengan nilai aktualnya. Hal ini mencerminkan bahwa model SEM yang 
dipergunakan dalam penelitian ini dapat dipakai untuk menjelaskan hubungan 
atau pengaruh secara langsung maupun tidak langsung antara complaint handling, 
product knowledge, perceived quality dan niat beli, sehingga hipotesis ke 1 yang 
menyatakan : Complaint handling berpengaruh terhadap perceived quality pada 
Perumahan Pakuwon Indah di Surabaya adalah diterima, hipotesis ke 2 yang 
menyatakan: Product knowledge  berpengaruh terhadap perceived quality pada 
Perumahan Pakuwon Indah di Surabaya adalah diterima, hipotesis ke 3 yang 
menyatakan: Perceived quality  berpengaruh terhadap niat beli konsumen pada 
Perumahan Pakuwon Indah di Surabaya diterima, hipotesis ke 4 yang 
menyatakan: Complaint handling berpengaruh terhadap niat beli pada Perumahan 
Pakuwon Indah di Surabaya adalah diterima dan hipotesis ke 5 yang menyatakan: 
Product knowledge  berpengaruh terhadap niat beli pada Perumahan Pakuwon 
Indah di Surabaya adalah diterima. 
 
Kata kunci: Complaint handling, product knowledge, perceived quality dan niat 
beli 
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ABSTRACT 
 
 
The purpose of this study is to analyze the effect of perceived quality 
complaint handling, product knowledge to analyze the effect of perceived quality, 
analyzing the influence of perceived quality on purchase intentions of consumers, 
to analyze the effect of complaint handling on the intention to buy and analyze the 
influence of product knowledge on purchase intention toward the Housing 
Pakuwon Indah Surabaya.  
This study uses a causal research design, because the need to look at one 
or more variables causes or be the determinant of another variable. Techniques 
used to draw sample is purposive sampling technique by consideration of the 
special characteristics that must be held as a condition of a member of the sample.  
The results showed that the results of model analysis found that the tested model 
to describe the effect of complaint handling, product knowledge and perceived 
quality on purchase intentions has adequate predictive power, in the sense that the 
resulting predictive values were not significantly different with the actual value. 
This reflects that the SEM model used in this study can be used to explain the 
relationship or influence directly or indirectly between the complaint handling, 
product knowledge, perceived quality and purchase intentions, so that the first 
hypothesis which states: Complaint handling effect on perceived quality on 
Pakuwon in Surabaya Indah Housing is accepted, the second hypothesis which 
states: Product knowledge influence on perceived quality in Housing Pakuwon 
Indah Surabaya is accepted, to the third hypothesis which states: Perceived quality 
influence consumer purchase intentions in Housing Pakuwon Indah Surabaya 
accepted, to the fourth hypothesis which states: Complaint handling influence on 
purchase intentions in Housing Pakuwon Indah Surabaya is accepted and the fifth 
hypothesis which stated: Product knowledge influence on purchase intentions in 
Housing Pakuwon Indah Surabaya is acceptable. 
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